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DETAILED ACTION 

1 . The text of those sections of Title 35, U.S. Code not included in this action can 
be found in a prior office action. 

Claim Rejections - 35 USC § 103 

2. Claims 2, 4, 6-1 3,17,1 8, 20-24, 26-34, 37, 38, 40-46, and 48-52 are rejected 
under 35 U.S.C. 103(a) as being unpatentable over Clare et al. (U.S. Patent 5,465,286) 
in view of Kilander et al. (U.S. Patent 5,742,675). 

Regarding claim 2, Clare et al. teach monitoring a database of the call center by 
applications or subroutines (Fig. 9 and 10); monitoring physical location information of 
entities and updating the electronic floor plan to provide and reflect a change in physical 
location information of the entities (col. 12, lines 26-64) by an event handler (Fig. 11); 
displaying the electronic floor plan on the workstation of the supervisor (Fig. 1, 20 and 
Abstract, lines 3-12), the supervisor modifies the groups displayed in Fig. 2, for 
example, add, change, or delete (col. 6, line 63 through col. 7, line 2 and col. 9, lines 
61-66, and col. 12, lines 26-30), the supervisor may change some outbound agents to 
inbound agents to address the excess inbound calls, changing in personnel or 
modification of agent locations (col. 10, lines 50-51). 

Clare et al. do not suggest the step of monitoring and detecting logons and 
logoffs of the entities to identify consoles being used by the entities. 
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Kilander et al. teach a method and apparatus automatically distributing calls to 
available logged in call handling agents who logs on to his/her workstation or console 
(col. 6, lines 9-32). When the agent logs off his/her computer notifies the CCS 20 of the 
log off request and records it in the MIS section of database 22 (Fig. 5 and col. 7, lines 
45-52). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to incorporate the features of detecting logons and logoffs of the 
entities to identify consoles being used by the entities, as taught by Kilander, in Clare's 
system in order to add more capability of providing and reflecting a change physical 
location information based upon the monitoring of the logons and logoffs of the entities 
to Clare's system beside relying on radio transmitting to determine the location of 
agents. 

Regarding claims 4, 24, and 46, Clare et al. teach that entities include 
agent/personnel (Fig. 13, 61), and consoles/agent terminals (col. 11, lines 61-63). Clare 
et al. do not teach printers and facsimile. It would have been obvious to one of ordinary 
skill in the art at the time the invention was made that any working station would have at 
least a printer and facsimile to better serve customers. 

Regarding claims 6, 26, and 48, Clare et al. teach monitoring ("updated") 
changes (col. 1 1 , lines 50-60). However, Clare et al. do not teach comparing physical 
location at a second time with physical location at a first time. It would be necessary to 
compare the physical location at a second time with the physical location at a first time 
in order to display the updated information. 
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Regarding claims 7, 27, and 49, Clare et al. do not teach notifying a supervisor if 
the physical location information has been changed. It would have been obvious that 
one of the purposes of monitoring physical location of an entity in a call center is to 
notify the supervisor. 

Regarding claims 8, 28, and 37, Clare et al. teach recording physical location 
information and retrieving the recorded physical location information (col. 10, lines 32- 
51). Clare et al. do not teach physical location information that is improper is 
maintained in a list of entities without physical location information. It would have been 
obvious that physical location information are not needed for improper location 
information, for example, there is no graphical image display on the electronic floor plan 
for an entity if an entity is located at an improper location. 

Regarding claims 9, 10, 29, and 30, Clare et al. do not that teach the physical 
location is entered by a call center user or server computer. However, Kilander et al. 
teach that the CCS 20 processes the log-on transaction and determines whether the 
agent logs on to his/her computer terminal from the agent's on-site working location or 
from an off-site working location (col. 6, lines 18-32). 

Claims 1 1 and 31 are rejected for the same reasons as discussed above with 
respect to claims 5 and 8. 

Regarding claims 12, 32, and 33, Clare et al. teach the recorded physical 
location information is determined by getting physical location information from a 
database (Fig. 1, memory in applications processor 50). 
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Regarding claims 13, 17, 18, 34, 38, and 52, Clare et al. do not teach that 
translating includes using a look-up table to create a relationship between physical 
location information and graphical form and placing graphical image and using bit map 
drawing tools to produce two-dimensional image of the electronic floor plan. It would 
have been obvious to one or ordinary skill in the art at the time the invention was made 
to have incorporated a looking-up table to create a relationship between physical 
information and graphical form, and produce a graphical image in order to provide 
proper and accurate drawing. 

Regarding claims 20 and 40, Clare et al. teach the locating system updates the 
location information every one second in near real time. It would have been obvious 
that the locating system would have identified an entity, which has physically moved in 
order to update the location information. 

Regarding claims 21-22, 41-43, and 50, Clare et al. do not teach the electronic 
floor plan is updated with a prediction of physical location information based upon a 
history of physical location information and is archived and retrieved for later analysis. It 
would have been obvious to one or ordinary skill in the art at the time the invention was 
made to have incorporated, in a call center environment, prediction of physical location 
information based upon a history of physical location information and having such 
information archived and retrieved for later analysis in order to assist supervisor in 
planning. 

Claim 23 is rejected for the same reasons as discussed above with regard to 
claim 1 . Furthermore, Clare et al. teach means for monitoring (Fig. 9 step 240 - 
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monitoring system and Fig. 10 step 300 - monitor subroutine). Clare et al. further teach 
means for updating the electronic floor plan (Fig. 1 ). 

Claims 44 and 45 are rejected for the same reasons as discussed above with 
regard to claim 1 . Furthermore, Clare et al. teach an entity monitor comprises a 
programmable computer which monitors entities for physical location information to 
provide an electronic floor plan (col. 12, line 65 through col. 13, line 21); a supervisor's 
workstation that displays the electronic floor plan (Fig. 1 , 20 and Abstract, lines 3-12); 
and an informer that updates the electronic floor plan displayed on the supervisor's 
workstation to provide and reflect changes in physical location information of the entities 
(col. 13, line 46 through col. 14, line 32). 

Claim 51 is rejected for the same reasons as discussed above with regard to 
claim 11. 

3. Claims 3, 5, 14-16, 19, 25, 35, 36, 39, and 47 are rejected under 35 U.S.C. 
103(a) as being unpatentable over Clare et al. (U.S. Patent 5,465,286) in view of 
Kilander et al. (U.S. Patent 5,742,675) and further in view of Matsuda et al. (U.S. Patent 
6,268,872). 

Regarding claims 3, 14, 15, 35, and 36, Clare et al. do not explicitly teach 

i 

physical location information includes Cartesian coordinates, latitude and longitude 
meridians, and radius vector and angle and proper Cartesian coordinates can be 
graphically represented on the electronic floor plan. 
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Matsuda et al. teach a three-dimensional graphics language called Virtual Reality 
Modeling Language (VRML) that enables description of a three-dimensional space and 
setting of objects drawn in three-dimensional graphics. Furthermore, if entity 61 in Fig. 
13 moves from one location to the next location, the Cartesian coordinates would 
change. 

Even though Clare et al. do not explicitly teach Cartesian coordinates, it would 
have been obvious to one of ordinary skill in the art at the time the invention was made 
that Cartesian coordinates would be needed for proper graphically representation of the 
electronic floor plan. For example, a graph showing the number of entities log on or log 
off (x-coordinate) over a period of time (y-coordinate). 

Claims 5, 19, 25, 39, and 47 are rejected for the same reasons as discussed 
above with respect to claims 3, 14, 15, 35, and 36. Furthermore, Clare et al. teach 
electronic floor plan includes a bit map image (col. 10, lines 37-51). Clare et al. do not 
explicitly teach the electronic floor includes vector graphics, object oriented graphics, 
and VRML representation. It would have been obvious to one of ordinary skill in the art 
at the time the invention was made that vector graphics,' object oriented graphics, and 
VRML browser are used for displaying a three-dimensional space and the advantage of 
using them are also well known. 

Claim 16 is rejected for the same reasons as discussed above with respect to 
claim 37. 
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Response to Arguments 

4. Applicant's arguments with respect to claims 2-52 have been considered but are 
not persuasive. Applicant argues that Kilander et al. do not teach the supervisors 
workstation that monitors a database for log on and log off. Examiner respectfully 
submits that Kilander et al. teach (col. 6, lines 9-32) that an automatically distributing 
calls to available logged in call handling agents who logs on to his/her workstation or 
console, and when the agent logs off his/her computer notifies the CCS 20 of the log off 
request and records it in the MIS section of database 22 (Fig. 5 and col. 7, lines 45-52). 
Examiner cited Kilander that teaches the above features to fill the missing limitations of 
monitoring and detecting logons and logoffs of the entities in Clare (the primary 
reference). 

In response to applicant's arguments against the references individually, one 
cannot show nonobviousness by attacking references individually where the rejections 
are based on combinations of references. See In re Keller, 642 F.2d 41 3, 208 
USPQ 871 {CCP/KWM); In re Merck & Co., 800 F.2d 1091, 231 USPQ 375 (Fed. Cir. 
1986). 

5. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Quynh H. Nguyen whose telephone number is 703-305- 
5451 . The examiner can normally be reached on Monday - Thursday from 6:30 A.M. to 
5:00 P.M. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar, can be reached on (703) 305-4731. The fax phone number 
for the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov . Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

qhn 

Quynh H. Nguyen 

March 3, 2005 ' >c y 



PRIMARY EXAMNER 


